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• Why human experience?

• Some myth-busting:
• The rise of Customer Experience (CX)

• Our Frictionless Future



A lot has happened over 
a short period of time

AT&T purchases a small 

ad on HotWired.com 

that says “Have you 

ever clicked your mouse 

right there?”

1994

Macromedia introduces 

Flash, the graphics & 

animation platform.

1996

The first pop-up ad is 

invented.

1997

Google launches and by 

2000 introduces 

AdWords, ushering in 

the pay-per-click model.

1998

YouTube is founded.

2005

Facebook introduces 

sponsored links and 

small display ads that 

target customers in 

particular demographics.

2006

The iPhone is 

introduced, and brands 

focus more on mobile 

advertising.

2007

The launch of iPhone’s 

AppStore ushers in new 

opportunities for brands 

to reach consumers.

2008

YouTube starts allowing 

ads in seven different 

formats.

2009

Mobile traffic exceeds 

conventional web traffic 

for the first time.

2015

Voice technology 

disrupts the digital 

advertising landscape.  

US digital ad revenue 

tops $100 billion for the 

first time.

2018

Industry pivots

around data respect

and responsibility.

2019



Is it going well?  Let’s have a look



Just because you can, 

doesn’t mean that you 

should



Too close for comfort

71%
Among consumers who said a brand had 

communicated in a way that was too 

personal, 71% said that it was because 

the brand had information about them or 

their family that they didn’t share directly.





How people 

want to be treated 

by brands

How brands 

choose to treat 

people

The 

Human 

Experience 

Gap



Some myth-busting



Myth-busting #1: The rise of CX



Where we want our brands to live

ConsumptionCulture

CX: The Customer Experience

HX: The Human Experience



Likelihood to increase spend

On a brand they’ve 

recently bought

Where they felt engaged 

as a human
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Delivering the best 

Human Experiences



Delivering the best 

Human Experiences



Meaning beyond selling 

and profit alone



Delivering the best 

Human Experiences



Inspired and empowered 

to live the purpose



Delivering the best 

Human Experiences



Everything interacts

Everything is consequential



Connected

Creativity

A powerful connected thought



Delivering the best 

Human Experiences



Learning

Understanding

Exceeding expectations



Learns and 

improves

Gets better the 

more you listen

Giving people access to all the 

music they want all the time



Delivering the best 

Human Experiences



Being ready for when 

things go wrong 

as they inevitably will





Delivering the best 

Human Experiences



Release from the 

confines of the category 



From products 

to partner

Everything to 

stay committed

Bringing inspiration to every 

athlete in the world





Delivering the best 

Human Experiences



Creating a sense of 

Momentum

Improvement

Modernity



Delivering the best 

Human Experiences



A fully humanised 

experience



Colleague not 

Customer

The IKEA 

Effect

To create a better everyday 

life for the many people
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Delivering the best 

Human Experiences



FRICTIONLESS R.I.P.

Myth-busting #2: Our Frictionless Future





Cycle of Destruction

Obsolescence Commoditisation

Lack of differentiation

Replacement





Definition:
“The action of 

one surface rubbing 
against another.”

Friction



Building appropriate
friction into 

human experiences

“Where memories and 
emotions are built.”



Who cares more?



Daniel Kahneman: Peak End Rule 



Narrative Threads

Involvement and individualisation

Make people think/care more

Allowing improvisation

Bringing rituals of initiations

Originality and uniqueness

Attitude and Community



Involvement & 

Individualisation
1





Make people 

think/care more
2





Allowing 

improvisation
3



Just bought by Unilever



Bringing rituals of 

initiations
4





Offer originality 

& uniqueness
5





Understand your 

people6



Spot the Difference



Spot the Difference



In conclusion

• Think Human Experiences

• CX RIP

• Our Frictionless Future RIP



Thank You
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